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0 The Skills Enhancement Training Program Curriculum Materials 

oo 

00 

r> From 1990 to 1994 the Food and Beverage Workers Union Local 32 and Employers 

o 

Q Benefits Fund operated a workplace program called the Skills Enhancement Training (SET) 
Program. SET was funded largely through the National Workplace Literacy Program (NWLP) 
of the U.S. Department of Education. It offered instruction in basic skills, General Education 
Development (GED), workplace communications, and English as a second language (GED) to 
food service workers in Washington D.C.’s government agencies, universities, and museums. 
This project is discussed in detail in ERIC Document Reproduction Services (EDRS) No. ED 
368957, The Cafeteria Workers’ Skills Enhancement Training Program Performance Report. 

Attached are some curricular materials from the program. They include a description 
of all the classes; individual learning plans for the basic skills and pre-GED classes which 
enumerate the competencies; performance-based assessments used with both the basic skills 
and the ESL classes; a questionnaire for the workers’ communication skills focus group as 
well as the corresponding questionnaire for the managers’ focus group; a list of competencies 
for the workplace communications classes; the individual learning plan for ESL which 
includes the competencies; and three pages from the ESL curriculum. 
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the Skills 
Enhancement 
Training 
Program: 



A project of the Food & Beverage Workers Union, Local 32 & Employers Benefits Fund. 



S.E.T. I 

SET I is the basic course offered. It is an integrated program offering 
instruction in the reading, writing, math, communication, and problem- 
solving skills needed at the workplace. 



S.E.T. II 

SET II is the "Workplace Dynamics" course. It is for students who have 
successfully completed the SET I course and want further practice in 
communication and problem-solving on the job. Cross cultural commun- 
ication and stress management are among the topics covered. 

SET II will introduce "Effective Communication Skills," an advanced 
workplace training course. Using state of the art audio-visual equipment, 
participants will be able to see and hear how they interact with cus- 
tomers, co-workers, and employers in the hospitality industry. 

PRE G.E.D. 

PRE-GED is the course for both new and returning students who wish 
to obtain their GED certificates but do not yet have the basic skills needed 
to study at the GED level. Pre-GED instruction in math, writing, and 
language arts will bring the students up to the level needed to enroll in the 
GED Prep class. 
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the Skills 
Enhancement 
Training 
Program 




GED PREP 

GED Preparation is the course for new or returning students who have 
both the desire and the basic skill level required to actively work towards 
GED certificaton. In addition to GED instruction, this course offers further 
practice in problem-solving and workplace communication skills. 



ESL (ENGLISH AS A SECOND LANGUAGE) 

ESL is the course for non-native speakers of English who wish to 
improve their ability to communicate in the workplace. The course 
focuses on the listening and speaking skills needed for the students to 
communicate effectively with their customers, supervisors, and co- 
workers. 



the LEARNING CENTER 

Each student enrolled in the courses above is scheduled in the Union's 
Learning Center two hours a week. While in the Center, the student 
will use workplace related educational software and perform other 
computer activities that reinforce classroom instruction. 
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SKILLS ENHANCEMENT TRAINING PROGRAM 



Individual Learning PLAN 
SET 1 and PRE-Ged Classes 



PARTICIPANT 


TEACHER 


CLASS 








COMPANY 


WORKSITE 


STARTING DATE 








KEY: + = Still Practicing * = Can Do Well NC = Not Covered 


READING 


KEY 


1. 


Read and interpret general vocational vocabulary including abbreviations and 
symbols. 




2. 


Read and locate information listed in alphabetical and/or numeric order: index 
& table of contents for manuals, newspapers, etc. 




3. 


Read and interpret specific information from written materials: memos, 
contracts, application forms, recipes, manuals, newspaper articles, 'essays 
& *poems. 




4. 


Read for main ideas: contracts, agreements, application forms, newspaper 
articles, 'memos, 'essays, & 'poems. 




5. 


Read and interpret charts, graphs, tables, and forms. 




*6. 


Read to analyze; sequence, cause and effect, & chronology. 




*7. 


Read for deeper meaning: inferences, tone, & prediction. 




*8. 


Read to evaluate: to examine own values and opinions. 




9. 


Utilize test-taking skills including following directions, estimating answers, 
pacing, and handling test anxiety. 




LANGUAGE ARTS/WRITING 


1. 


Build vocabulary through identification of syllabication, prefixes and suffixes, 
short and long vowels, synonyms, antonyms, homonyms, compound words, 
and contractions. 




2. 


Recognize and construct complete sentences; 'combine sentences 
appropriately. 




3. 


Use standard American English in oral and written expression. 




4. 


Follow rules of capitalization and punctuation. 
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5. 


Demonstrate study skills: alphabetical order, dictionary skills, and preparing 
for tests. 


KEY 


6. 


Fill out forms including application and registration. 




*7 


Write a short descriptive paragraph using topic sentences, supporting details, 
and 'correct sentence structure and punctuation. 




*8 


Write a 200-word/three-paragraph essay. 




MATH 


1 . 


Perform the four computations of addition, subtraction, multiplication, and 
division with whole numbers. 




2. 


Perform the four computations of addition, substraction, multiplication, and 
division with decimals. 




3. 


Perform the four computations of addition, subtraction, multiplication, and 
division with fractions. 




4. 


Use basic measurement and perform scale readings. 




*5. 


Use estimation skills including rounding off and approximation. 




*6. 


Compute percent. 




*7. 


Interpret ratio and proportion. 




COMMUNICATIONS/HOSPITALITY: 




1 . 


Give and follow oral directions. 




2. 


Identify general standards and procedures for personal hygiene. 




3. 


Engage in appropriate social interaction with co-workers, supervisors, and 
clients. 




4. 


Solve problems and arrive at decisions independently. 





*Pre-Ged Competencies 



cL/UvsM i ivjiM rLMiM 110 ue Tinea oui Dy me OTTice; 



RECOMMENDATIONS FOR FUTURE STUDY 














SIGNATURE: DATE: 


RECOMMENDATIONS FOR FUTURE STUDY 














SIGNATURE: DATE: 


RECOMMENDATIONS FOR FUTURE STUDY 




i 

i 










SIGNATURE: DATE: 


RECOMMENDATION FOR FUTURE STUDY 


| 










SIGNATURE: DATE: | 



| KK TUDENTS NAME: 
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SCHEDULE A 

CLASSIFICATIONS AND MINIM UM HOURLY RATES 



9c i /<f 



Classifications 


Effective 


Minimum Hourly Rates 
Effective 


Effective 




2122m 


3/23/90 


3/23/91 


Head Baker 


$ 9.80 


$10.15 


$10.50 


Working Purchasing Supervisor 


9.80 


10.15 


1020 


Master Cook 


9.61 


9.96 


10.31 


First Cook 


9.51 


9.86 


1021 


Second Cook 


9.01 


9.36 


9.71 


Second Cook/Pizza Maker 


9.01 


926 


9.71 


Grill Cook 


8.51 


8.86 


921 


Baker 


926 


9.61 


9.96 


Bakers Helper 


8.16 


8.51 


8.86 


Head Catering Prep. 


8.16 


821 


8.86 


Head Salad Maker 


8.16 


8.51 


8.86 


Meat Slicer 
(Full-Time) 


8.16 


8.51 


8.86 


Sandwich/Salad Maker 


7.91 


826 


8.61 


Working Supervisor 


8.61 


8.96 


9.31 


Storeroom Supervisor 


8.31 


8.66 


9.01 


Cashier 


7.96 


8.31 


8.66 


Truck Driver 


8.51 


6.86 


921 


ice Cream & 

Dessert Employees 


7.76 


8.11 


8.46 


General Service 
Employee 


7.61 


7.96 


821 


Line Attendant 


7.66 


8.01 


826 



The above rates are minimum hourly rates based on the following schedule: 
1st year $0.30 per hour beginning 3/23/89 
2nd year $0.35 per hour beginning 3/23/90 
3rd year $0.35 per hour beginning 3/23/91 



New employees hired after March 23, 1989 may be hired for the first ninety (90) days of employment at a 
rate of 1 0% less than the minimum rate established in the Contract 
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Name: 




Date: 

Class 

Location: 



Skills Enhancement Training Program 

Competency Assessment 






Read and interpret charts, graphs, tables, and forms. 



Directions: Answer the following questions about the attached Classifications and Minimum 
Hourly Rates chart. 



1 . What was the minimum hourly rate for a Line Attendant in February of 1 990? 



2. Which job or jobs paid the most in April 1 991 ? 



3. What was the minimum hourly rate for the Line Attendant after March 23, 1990? 



4. Who makes more: a Line Attendant or a Sandwich/Salad Maker? 



5. Will a Meat Slicer make more money after March 23, 1991 than a Grill Cook made in Mav 
1990? 



6. True or False: a probationary Working Purchasing Supervisor may be paid $9.00 in June 



7. What is the lowest rate a probationary Head Baker could have been paid in May 1 989? 



« 

8. How much did the rates rise from 1 989 to 1 991 ? 



For instructor only: 

Demonstrated: Not Demonstrated: 
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skills mmancement iraining Jrrogram 

Payroll Definitions 



1 . Money paid to state according to income earned for the pay period. 

2 . Social Security for the year. 

3 . Membership fee in workers’ representation for the year. 

4. Take-home pay after deductions for the pay period. 

5. Money paid to federal government according to income earned for the pay period. 

6. Income earned before deductions for the pay period. 

7. Money paid for overtime work for the year. 

8. Money paid for food for the pay period. 

9. Donation to charity for the year. 

1 0 . Money paid for additional shift work for the year. 

1 1 . Money paid for maintenance of clothing worn to work for the year. 

1 2 . Money paid for county tax for the pay period. 
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For instructor only: 

Demonstrated: Not Demonstrated: 



Skills Enhancement Training Program 
Communication Skills Questionnaire 

Please answer the following questions: 

1 . What is your name? 

2. How long have you been employed with your current employer? 

3. What is your location? 



I. COMMUNICATING WITH CUSTOMERS 



WHAT IS APPROPRIATE 


YES 


NO 


1 . 


"good morning/afternoon" 






2. 


"Hi or Hey" 






3. 


no greeting necessary 






4. 


"How may 1 help You" 






5. 


"Next?" 






6. 


Answering with a nod 






7. 


Addressing customers as "Sir, 
Miss, Madam," etc. 






8. 


Is making eye contact 
important? 






9. 


Using slang, i.e., "What's 
up?" etc. 







II. COMMUNICATING WITH YOUR MANAGER 



/S<a_ 



1 . How do you greet your manager(s) at the 
beginning of the workday? 



(a) "Hello," or "Good Morning." 




(b) Address the Manager(s) by name, 
exchange pleasantries, etc. 




(c) Nod, or no greeting. 




(d) Begin "talking shop" immediately. 





2. How does your manager(s) greet you at the 
beginning of the workday? 



(a) "Hello," or "Good Morning" 




(b) You are addressed by your name with an 
exchange of pleasantries, etc. 




(c) Nod, or no greeting. 




(d) Begin "talking shop" immediately. 





3. How are verbal instructions given to you by your 
manager(s)? 



(a) In a clear and concise manner. 




(b) Often confusing, too fast. 




(c) In a commanding manner. 




(d) 1 feel that 1 can express my opinion in the 

matter. 





4. I usually have confidence in the instructions that 
are given by my Manager. 

Yes No 



o 
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5. How much input do you feel you have in the iSb 
decision or policy making process regarding your 
specific job? 



(a) A lot 




(b) Some 




(c) A little 




(d) None at all 





6. Do you receive compliments or praise from your 
manager for performing tasks well? 



(a) Always 




(b) Sometimes 




(c) Never 





7. Do you let your manager know when things are 
going well? 



(a) Always 


| 


(b) Sometimes 


| 


(c) Never 


1 



How often do you communicate with your manager? 



(a) On an ongoing, open basis 


I 


(b) Crisis only, seldom 




| (c) Not approachable, does not listen 


I 
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9. How do you prefer that for your manager 
communicate with you? 



(a) In a direct, open, & honest manner 




(b) Send messages through others 




(c) Don't bother me 





III. COMMUNICATION WITH CO-WORKERS 



WHAT IS APPROPRIATE 


YES 


NO 


(a) "Good morning/night" 






(b) No greetings necessary 






(c) discussing personal/private 

matters with coworkers within 
hearing of customers 






(d) Gossiping about managers and 
co-workers within hearing of 
customers 







2. Do you take your job related problems immediately 
to the manager? 

Yes No 

3. Do you take your job related problems immediately 
to a specific coworker? 

Yes No 

4. Do you take your job related problems immediately 
to the Union? 

Yes No 




4 
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5. Is there a communication barrier between you and 
any of the following groups? 



I 5-4 



(check one or more) 



(a) Younger Workers (18 - 25) 
Males Females 




(b) Middle Age Workers (26 - 50) 
Males Females 




(c) Older Workers (50 and older) 
Males Females_ 




(d) Africans 

Males Females 




(e) Asians 

Males Females 




(f) American Blacks 

Males Females 




(g) Hispanics/Latinos 

Males Females 




(H) Whites 

Males Females 





Others: 

COMMENTS: 




5 



17 



Manager’s Focus Group 



Skills Enhancement Training Program 
Communication Skills Questionnaire 



Please help the SET Program develop a Communications Skills 
training program for your workers by answering the following questions: 

1 . How long have you been employed as a manager by this company? 

2. What is your location? 

I- COMMUNICATING WITH CUSTOMERS 



WHAT IS APPROPRIATE FOR 
EMPLOYEES 


YES 


NO 


1 . 


"good morning/afternoon" 






2. 


"Hi or Hey" 






3. 


no greeting necessary 






4. 


"How may 1 help You" 






5. 


"Next?" 






6. 


Answering with a nod 






7. 


Addressing customers as "Sir, 
Miss, Madam," etc. 






8. 


Is making eye contact 
important? 






9. 


Using slang, i.e., "What’s up?" 
etc. 
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2. What problems have you experienced with your 
employees that impede effective communication with 
customers f 



II. COMMUNICATING WITH YOUR EMPLOYEES 

1 . How do you greet your employees at the beginning 
of the workday? 



(a) "Hello," or "Good Morning." 




(b) Address employees by name, exchange 
pleasantries, etc. 




(c) Nod, or no greeting. 




(d) Begin "talking shop" immediately. 





2. How do your employees greet you at the beginning 
of the workday? 



(a) "Hello," or "Good Morning" 




(b) You are addressed by your name with an 
exchange of pleasantries, etc. 




(c) Nod, or no greeting. 




(d) Begin "talking shop" immediately. 
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3. How much input do employees have in the decision /& b 
or policy making process regarding their specific 
job? 



(a) A lot 




(b) Some 




(c) A little 




(d) None at all 





4. Do you give compliments or praise to your 
employees for performing tasks well? 



(a) Always 




(b) Sometimes 




(c) Never 





5. How often do you communicate with your employees? 



(a) On an ongoing, open basis 




(b) As work dictates 




(c) On a crisis basis -- seldom 





6. How do you prefer that your employees 
communicate with you? 



(a) In a direct, open, & honest manner 




(b) Send messages through others 




(c) Only when necessary 
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Is there a communication barrier between you and /6 c. 
any of the following groups? 



(check one or more) 



(a) Younger Workers (18 - 25) 
Males Females 




(b) Middle Age Workers (26 - 50) 
Males Females 




(c) Older Workers (50 and older) 
Males Females 




(d) Africans 

Males Females 




(e) Asians 

Males Females 




(f) American Blacks 
Males Females 




(g) Hispanics/Latinos 
Males Females 




(H) Whites 

Males Females 





Others: 



Explain: 
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Workplace Communications 



Food Service is a "people" business. Therefore, it is important that workers in 
this industry develop skills that will enable them to communicate effectively with 
customers, other employees, and managers. We have developed a program that we 
feel will enlighten and inspire participants to "step-up" to a new level of interaction 
in the workplace and beyond. 

In this 18 week program we will work mainly with the basic four communi- 
cation skills: listening, speaking, reading, and writing. We will also work with self 
empowerment through demonstration of cause and effect and team work concepts. 
Each class session is videotaped and individual presentations are evaluated. The 
students will also use the learning center to reinforce writing, grammar, and 
vocabulary skills. 

Following is a list of the objectives and materials that will be used: 



LISTENING/VIEWING 


1.1 


Identify, describe, and give examples of body 
language and its effect on how the spoken 
message is interpreted and received. 




1.2 


Follow verbal instructions for preparing class- 
room presentations: introductions, informative 
speech, interviews, role plays, and employee/ 
management conflict. 




1.3 


Demonstrate ability to listen and to rephrase 
factual information. 




1.4 


Identify issues presented in the employee/man- 
agement conflicts: 

a) define the issue 

b) establish a position 

c) support position 

d) solution/conclusion 




1.5 


Listen to and evaluate the thoughts and opinions 
of coworkers. 




1.6 


Identify and interpret information from guest 
speakers: labor/mgmt/other 




1.7 


Identify and interpret information from video 
taped speeches. 
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SPEAKING 

Communicate ideas and opinions verbally 


2.1 


Make presentations using eye contact, correct 
posture, body language, and tone of voice. 




2.2 


Give a five minute presentation introducing self 
to the class. Include: 

a) who you are 

b) where you work and what you do there 

c) what do you hope to learn from the class 

d) a concluding statement 




2.3 


Give a five minute informative presentation 
including: 

a) main idea 

b) supporting detail 

c) conclusion(s) 




2.4 


Participate in team exercise: employee/manage- 
ment conflict. 




2.5 


Demonstrate interpersonal skills in mock job 
interview. 




2.6 


Demonstrate understanding of problem solving in 
a group through "brain storming" activities. 




2.7 


State how an individual's behavior can impact 
interpersonal relationships within a group. 




2.8 


Demonstrate through role play ability to handle a 
confrontation at work. 




2.9 


Demonstrate ability to recognize grammatically 
correct speech. 
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READING 

Read to comprehend printed materials 


3.1 


Read, understand, and utilize class handouts and 
worksheets for preparation of assignments. 




3.2 


Use reference materials to prepare homework 
assignments. 




3.3 


Read, understand, and complete evaluations of 
individual presentations. 




3.4 


Read and interpret customer service materials 
from 

a) your own company 

b) other companies participating in the fund 
b) related industry publications. 





WRITING 

Write to organize ideas and communicate 


4.1 


Compose an outline for a five minute oral 
presentation. Include: 

a. who are you 

b. where you work and what you do there 

c. what you hope to learn from the class 

d. a concluding statement 




4.2 


Compose an outline for a five minute oral 
presentation that states an opinion or describes 
a topic of interest. Include: 

a. statement of your opinion/position 
b supporting details for your position 
c. conclusion 




4.3 


Compose a paragraph describing cause and 
effect in an interaction between co-workers. 
Include: 

a. topic sentence 

b. supporting details 

c. concluding statement 
Utilize correct 

a. sentence structure 

b. spelling 

c. capitalization 

d. punctuation 
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4.4 


Compose a paragraph describing an individual's 
impact on interpersonal relationships within a 
unit/site. Include: 

a. topic sentence 

b. supporting details 

c. concluding statement 
Utilize correct 

a. sentence structure 

b. spelling 

c. capitalization 

d. punctuation 






SELF AWARENESS 


5.1 


Identify worker characteristics needed for 
specific food service jobs. 




5.2 


Assess own personal characteristics and skills as 
a worker. 




5.3 


Identify own vocational interests and aptitudes. 




5.4 


Identify own roles in family, occupation, and 
community. 





LEARNING CENTER 


6.1 


use computer to organize information and to 
prepare presentations. 




6.2 


use Skills Bank program to reinforce grammar, 
punctuation, sentence structure, and spelling. 




6.3 


use Skills Bank program to aid in use of library 
reference materials. 
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SKILLS ENHANCEMENT TRAINING PROGRAM 
Individual Learning PLAN 
English as~a Second Language 




PARTICIPANT 


TEACHER 


CLASS/CYCLE 








COMPANY 


WORKSITE 


STARTING DATE I 









KEY: + = Still Practicing * = Can Do Well NC = Not Covered 



PERS 


»ONAL INFORMATION/INTRODUCTION TO CLASS 


KEY 


1 . 


Identify self 




2. 


Ask/answer questions about self , 




3. 


Ask for repetition/clarification in class 





INTERACTION WITH CO-WORKERS 



1 . 


Offer help/ask for help 




2. 


Ask for repetition/clarification 




3. 


Give/respond to instructions 




4. 


Make ‘small talk* 




INTERACTION WITH SUPERVISORS 




1 . 


Ask questions about work 




2. 


Offer help/ask for help 




3. 


Ask for repetition/clarification 




4. 


Respond to oral instructions 




5. 


Respond to praise/criticism 




6. 


Make suggestions 




7. 


Report/request leave 

“ 111 
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INTERACTION WITH CUSTOMERS 


KEY 


i » 1 • 


Greet customers 




2. 


Offer assistance 




3. 


Ask for repetition/clarification 




4. 


Respond to requests for information 




5. 


Respond to complaints 




REAC 


>ING WORK-RELATED FORMS 




1. 


Read a paycheck/paystub 




2. 


Read a work schedule 




3. 


Read a wage schedule . 




4. 


Read union and company materials 





1 TEACHER'S COMMENTS: 


1 




| SIGNATURE: DATE: 






| SIGNATURE: DATE: 


. 




| SIGNATURE: DATE: 


II STUDENT'S COMMENTS: 


1 


[ 


1 SIGNATURE: DATE . 


1 


1 


II SIGNATURE: DATE . 






f ^“ATURE: DAT c. 

I r p\ r DATE. 





INTERACTION WITH CO-WORKERS 




CO 

CV} 



<N 



00 

Os? 



INTERACTION WITH SUPERVISORS 




CO 



o 

CO 



m 



INTERACTION WITH CUSTOMERS 




eo 






cv 

oo 



Key to the texts used in the ESL curriculum 



1. From Contemporary Press 

WIEl , WIE2 : Working in English, Book 1; Working in 

English, Book 2 

2. From Addison Wesley 

MIHY : May I Help You? 

EFA: ESL For Action 

3. From Prentice Hall 

SBS1, SBS2 : Side By Side, Book 1; Side By Side, Book 2 

EF: Expressways Foundation 
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